Legal Issues

1) Why should you remain in the call center at all times while on duty?

2) Describe the best evacuation route from your call center in the event of a fire?

3) Where are each of the fire extinguishers located?  

4) Do you know how to use them?

5) List some potential hazards in the call center.

6) In your call center, what is the recommended way to clean keyboards and workstations?

7) Explain the “look and listen” style of monitoring equipment in the call center?

8) What is your call center’s procedure for handling serious equipment problems?

9) List some things you can do to help maintain a safe work environment for agents?

 10) What is your company’s policy for dealing with an agent who may be impaired by drugs or alcohol while on duty?

11) What is your company’s policy for handling a conflict between two agents?     How would you document such an incident?

12) Who owns the messages we take for our customer?

13) How would non-customers obtain message information?

14) What is covered in the confidentiality agreement your call center uses?

15) List some of problems visitors in the call center might cause?

16) What is the name of the federal regulation covering patient confidentiality? 

17) What does it require of your call center?

18) What 5 things can be considered harassment?

19) How does a business fulfill its responsibility to prevent and correct harassment?

20) Do you feel prepared to handle a harassment complaint?

21) What is a hostile work environment? 

22) What is diversity in the workplace?

23) What is your company’s policy on accommodating staff members with special needs?

24) What is the name of the Federal law that relates to employees with special needs?  

25) What is the difference between being a boss and a leader?

Answers

These are the answers to specific questions as discussed in the Video. Questions without answers are either asking for the supervisors own experiences or are based upon your company policies, and are not included here.

1) Your primary responsibility is to monitor call traffic and the inner workings of the room in order to provide your customer with the best service possible.

5) Tipping back in chair, tripping over furniture, tripping on loose threads in carpet.

7) If it doesn’t look right, or sound right, report it.

9) Close blinds, lock doors, employees should leave in groups if shifts end after hours, no visitors in call center

12) The customer

13) Subpoena or from the customer

15) Overhearing confidential information, HIPAA violations, and agent distraction.

16) Health Insurance Portability and Accountability Act

17) All information on patients must be held in strict confidence.

18) Race, gender, religion, age, sexual persuasion

19) By conducting a prompt, thorough, and impartial investigation of any complaint that arises, and by taking swift and appropriate corrective action, which is fully documented.

21) A workplace that is uncomfortable for the employees who work there.

22) Differences in religion, culture, gender, age, personality, etc

24) Americans with Disabilities Act (ADA)

